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INTRODUCTION  
 

Hello, and welcome to the Financial Service Provider How-to Guide! Thank you for taking the time 

to review the information within, and provide your service branch, command, unit, or team with 

the highest level of financial assistance. This guide is meant to establish standard operating 

procedures for many of the tasks commonly provided by Financial Service Providers and 

Command Financial Specialists.  

 

Your fellow FSPs played a major role in creating this guide, being that they understand the 

challenges of providing financial education and counseling services within a military environment. 

! ƎǊƻǳǇ ƻŦ C{tΩǎ ŦǊƻƳ ŀƭƭ ōǊŀƴŎƘŜǎ ƻŦ ǎŜǊǾƛŎŜ ƘŀǾŜ ǿƻǊƪŜŘ ŘƛƭƛƎŜƴǘƭȅ ǘƻ ŎƻƳǇƛƭŜ ŘŜǘŀƛƭŜŘ 

procedures for actions including counseling, budgeting, screenings, credit reporting, credit and 

debt management, student loans, taxes, retirement planning, record keeping, and DoD financial 

literacy requirements.  

 

It is our hope that this document will help you feel more comfortable and confident while 

providing services as a Command Financial Specialist or Financial Service Provider.  

 

 

COUNSELING PROCEDURES 
 

Counselor and Client Safety  

Suicidal/homicidal people are those who are expressing intent to harm themselves or others or 

manifesting other self-destructive behavior, which endangers their lives or others. If you 

believe that a person is potentially suicidal or homicidal, stay calm and follow the procedure 
outlined below. Privacy Act considerations do not apply.    

Phone Calls  

Å Remain calm. You may be the only person who can help. 

Å Listen. Keep the caller engaged in conversation. Use verbiage: I am listening. This is 
important. [ŜǘΩǎ ǘŀƭƪ ŀōƻǳǘ ǘƘƛǎΦ 5ƻ ƴƻǘ Ǉǳǘ ǘƘŜƳ ƻƴ ƘƻƭŘΦ ¢Ǌȅ ǘƻ ŘŜǾŜƭƻǇ ǊŀǇǇƻǊǘ ŀƴŘ 
build trust by using active listening skills. Expand on what the caller is sharing by reflecting 
their feelings to keep them engaged. Be compassionate. 

Å Try to ask another staff member off-line (Remember, do NOT put caller on hold) to notify 

a counselor, or if absent, the chain of command. 

Å If you cannot pass the phone call to a counselor, you must handle the call yourself until an 

appropriate referral can be made. 



Financial Services Provider How-to Guide |  6 

Updated September 6, 2020 

Å hōǘŀƛƴ ǘƘŜ ŎŀƭƭŜǊΩǎΣ ƴŀƳŜΣ ƭƻŎŀǘƛƻƴ ŀƴŘ ǘƘŜ ǇƘƻƴŜ ƴǳƳōŜǊ ŀǎ ǎƻƻƴ ŀǎ ǇƻǎǎƛōƭŜΦ !ǎƪ ƻǘƘŜǊ 

questions gently about what steps, if any, the caller has taken (i.e. How many pills, what 

poison, what weapon they have). Write all the information down as you obtain it. Keep 

the caller talking. 

Å Have another staff member call 911 and give the dispatcher as much information as 

possible. 

Å Encourage the caller to discard or remove the lethal element. 

Å Keep the caller talking until security has arrived on the scene. 

Å Once security arrives, you may hang up. Immediately call the Navy or civilian medical 

services and give them the information you were able to obtain from the caller. 

Å If the individual is a Service member, his/her Command needs to be informed. 

Walk-in Clients  

Å Remain calm. 

Å Send for a counselor. If absent, send for the chain of command. 

Å You may be directed by the counselor or chain of command to call security, medical 

service, or a family member. If a counselor or the chain of command is not available call 

installation security. 

Å Be compassionate and supportive. 

Å Do not leave the client alone at any time. 

If you would like to further develop an understanding of suicide or suicide related behaviors, 

ask your manager about safeTalk & ASIST training (Applied Suicide Intervention Skills Training).  
SafeTalk is a 3 to 4-hour training that prepares participants to recognize thoughts of suicide and 

how to connect a person with thoughts of suicide to intervention resources. 

ASIST is a two-day workshop is designed for members of all caregiving groups.  

Financial Counseling Procedures and Techniques  

1. Initial contact should start with a smile and warm greeting. Recognize that people may be 

apprehensive. It is important to make small talk or use humor to help them relax. 

Compliment them on their willingness to work with you, for being on time, for bringing 

their spouse, etc. 

a. άL ǿŀƴǘ ǘƻ ŎƻƴƎǊŀǘǳƭŀǘŜ ȅƻǳ ƻƴ ȅƻǳǊ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ǿƻǊƪ ǿƛǘƘ ƳŜ ǘƻ ƛƳǇǊƻǾŜ ȅƻǳǊ 

financial situationΦέ 

b. ά¢Ƙŀƴƪǎ ŦƻǊ ōŜƛƴƎ ƻƴ ǘƛƳŜ ŀƴŘ ŦƻǊ ōǊƛƴƎƛƴƎ ȅƻǳǊ ǎǇƻǳǎŜΦέ 

2. Privacy Act Statement ς Explain the privacy act statement and have them sign it or offer 
them a copy depending on the policy for your Service. 

3. Normalize the ŎƭƛŜƴǘΩǎ ŦŜŜƭƛƴƎǎ ŀƴŘ Ǉŀǎǘ ŜȄǇŜǊƛŜƴŎŜ ǿith personal finance. 
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a. άMost of us have experienced a financial crisis at some time in our lives.έ 

b. άI understand it can be uncomfortable to discuss personal finances with others, 

ƘƻǿŜǾŜǊΣ ǿŜ ǿƛƭƭ ƴŜŜŘ ǘƻ ǘŀƪŜ ŀ ŎƭƻǎŜ ƭƻƻƪ ŀǘ ǿƘŀǘΩǎ ƎƻƛƴƎ ƻƴ ƛƴ ƻǊŘŜǊ ŦƻǊ ōƻǘh of us 

to understand your financial situation. Once we know exactly how things stand, we 

can then focus on solutions to improve your situation.έ 

4. Expectation Question τ This is used to find out what the client wants or expects. 

a. άWhat would you like to accomplish in the time we have available?έ 

5. Cost Question ς Help the client to see how their presenting financial problem/s is/ are 

affecting their life. 

a. άLΩƳ ǿƻƴŘŜǊƛƴƎ ǿƘŀǘ όǇǊƻōƭŜƳύ Ƙŀǎ Ŏƻǎǘ ȅƻǳ ŀƭǊŜŀŘȅΣ ƴƻǘ Ƨǳǎǘ ƛƴ ǘŜǊƳǎ ƻŦ ŘƻƭƭŀǊǎΣ 

but also in terms of your ability to concentrate on your work, your job performance, 

your relationship with other key people in your life, in terms of self-confidence and 

self-ǊŜǎǇŜŎǘΣ ƻǊ ƛƴ ǘŜǊƳǎ ƻŦ ǇŜŀŎŜ ƻŦ ƳƛƴŘΦέ 

b. After they respond to the question follow up with what they want to change. 

c. /ƻƳǇƭƛƳŜƴǘ ŎƭƛŜƴǘǎ ƻƴ ƛŘŜƴǘƛŦȅƛƴƎ ǿƘŀǘΩǎ ƎƻƛƴƎ ƻƴ ŀƴŘ ǘƘŜƛǊ ŘŜǎƛǊŜ ǘƻ ǿŀƴǘ ǘƻ ƳŀƪŜ 

some changes in how they manage their personal finances. This is a good time to 

introduce the financial planning worksheet. 

6. Data gathering τ Use the EFPW to begin the financial planning process once you feel the 

client is ready. Avoid any judgments or assessments. Just gather or review the information 

provided. Avoid verbally or non-verbally confirming clients self-limiting beliefs and 

statements. 

7. Miracles and Exceptions τ For clients who are άstuckέ on their problem, or who are 

particularly negative, now is an appropriate time to ask the miracle questions. 

a. άLŦ ŀ ƳƛǊŀŎƭŜ ǿŜǊŜ ǘƻ ƘŀǇǇŜƴ ǘƻƴƛƎƘǘ ŀƴŘ ǘƘŜ όǇǊƻōƭŜƳύ ǿŜƴǘ ŀǿŀȅΣ ǿƘŀǘ ǿƻǳƭŘ ȅƻǳǊ 

life be like ς what would be ŘƛŦŦŜǊŜƴǘ ƛƴ ǘƘŜ ƳƻǊƴƛƴƎΚέ ¢Ƙƛǎ ǉǳŜǎǘƛƻƴ ŜƴŀōƭŜǎ ǘƘŜ 

client to view their future without the problem. Give the client some time to reflect 
on this question. 

8. Discussion Options ς This is problem-solving time where the focus is on the options and 

solutions to the clientΩs financial situation. Now is a good time to ask the client about 

options they have been thinking about and to compliment them or validate their ideas for 

changing their financial situation. Get at least three options or contemplated actions. This is 

an opportunity to get the client involved in solutions to their own problems. 

9. Complete the projected column on the three pages of the EFPW including income living 

expenses and indebtedness. Enter new dollar amounts in the projected column based on 

the effect of implementing the various options discussed. 

10. Spending Plan τ Next, show the client how to set up a spending plan based on their new 

ǎǇŜƴŘƛƴƎ ǘŀǊƎŜǘǎ ǳǎƛƴƎ ǘƘŜ ǇǊƻƧŜŎǘŜŘ ŎƻƭǳƳƴ ŦƛƎǳǊŜǎΦ LǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ Ǉƻƛƴǘ ƻǳǘ to your 

clients that the spending plan concerns how they spend their take-home pay and does not 

include any expenses or creditors paid by allotment. 
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11. Monthly Spending Record τ At this time you will want to introduce the monthly spending 

record which is a method of tracking their actual spending in the various categories on a 

daily basis. 

12. Closure τ Ask about the ŎƭƛŜƴǘΩǎ ŜȄǇŜŎǘŀǘƛƻƴǎ ŀƴŘ ōǊƛƴƎ ŎƭƻǎǳǊŜ ǘƻ ǘƘŜ ǎŜǎǎƛƻƴΦ !ǎƪ ŎƭƛŜƴǘǎ 
what they see themselves doing first when they leave the office. Look for opportunities to 

reinforce and compliment your clientsΩ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ǘŀƪŜ ŀŎǘƛƻƴΦ 9ǎǘŀōƭƛǎƘ ŀ Ŏŀƴ-do 

mindset. 

BUDGETING 
 

Creating your Spending Plan via the electronic Financial Planning Worksheet 

(eFPW) Excel File  

A spending plan is just that τ a plan τ a way of spending your money on paper, on purpose, with 

intention. Implementing a plan will help you achieve financial goals by measuring and managing your 

money. 

1. Spending Your Money on Paper and on Purpose: A spending plan is a written method of 

spending your money with intention. 

2. Gives Every Dollar a Name: It is telling your money where to go instead of trying to figure out 

where it went. 

3. Means of Achieving Your Goals: A spending plan is your roadmap or your blueprint for 

achieving your goals. 

 

Pro Tip: Before you begin using the eFPW, save a master copy to your hard drive as a working copy 

in case formulas are deleted while providing counseling. 

 

Preparing a Spending Plan (Budget) 
Preparing a spending plan (or budget) can be as simple or as detailed as you want. It can be done 

with pencil and paper or an Excel spreadsheet like the electronic Financial Planning Worksheet 

(eFPW). There are computer software and apps available for those who prefer to have access to 

their budget online or across devices.  

Developing spending plan (budget) consists of four basic steps:  

1. Determine how much money you receive every month. Net Income is defined as your gross 

pay after taxes. This includes federal and state taxes along with Social Security and Medicare 

deductions. If you receive income from another job, a business you may own, child support, or 

your spouse earns income, this can be included. Also include rental income you may receive if you 

own rental property and have a tenant paying you rent each month.  
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2. Determine what you spend each month on living expenses. Living expenses are the 

required and essential costs needed to maintain an adequate living environment for your 

household. Living expenses are typically broken down into two categories: 

a. Fixed Expenses are a set amount paid out monthly and often include rent/mortgage, 

insurance, internet, cell phone, streaming and gaming services.  

b. Variable Expenses are generally based on usage or necessity and can be adjusted to fit your 

current living situation.  These include groceries, dining out/takeout, entertainment, utilities, 

transportation, personal care, gifts, donations, and vacations.   

HINT: For variable expense that happen semiςannually, annually, every two years, etc., take the 

total amount and divide by the number of months until the next payment. For example: An auto 

insurance six month premium of $650. Take the $650 and divide it by 6, which will give you a 

monthly rate of $108.33. 

 

Pro Tip: If you are not sure how much you spend in a specific area, use your monthly bank and/or 

credit card statements to review your spending habits and bill payments. 

 

Pro Tip: Make sure to pay yourself first by including a set monthly amount that will go toward 

your (ideally 10% or more) savings contribution for your emergency, TSP, retirement, reserve and 

long-term savings goals. 

 

3. Calculate your minimum monthly payments due. This includes loans, credit cards, student 

loans, and other credit lines, for example like a car, boat, or motorcycle that you purchased on a 

monthly installment plan. 

4. Determine whether you have a surplus (money left over) or a deficit (more money going 

out than coming in) at the end of the month. To calculate,  
a. Take your total monthly net income. 

b. Subtract your monthly savings including investments contributions, living expenses and 
monthly debt payments.  

c. The total will either be positive, which is your surplus, or negative, which is your deficit. If 

you are accounting for all of the net income your total should be zero.  
d. If you truly have a surplus, this means that money is left over at the end of the month for 

you to either increase your savings, goals, and investments, or to pay extra towards monthly 

debts.  
e. If your total is a negative amount, review your calculations for errors to ensure there are no 

mistakes.  If the deficit is correct, it is time to review your budget to make changes to how you 
spend money. 

 

Pro Tip: In the eFPW Financial Links Tab, there are links available to assist you in creating a 

sustainable financial plan 

 

Net Worth Tab  
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The Net Worth Tab provides an overall picture of your finances. Your net worth is all assets minus all 

liabilities, or what you own minus what you owe. This is a measure of wealth. Ideally, you should 

have a positive net worth, but for many people just starting out, it is not uncommon to have a 

negative net worth.  

 

Pro Tip: Calculate your net worth should be done at least annually.  

To begin, you will need your most current bank, credit card and loan statements showing your 

balances. Also, be sure to have your TSP and other non-retirement investment statements, mortgage 

balances, and the value of any real estate, vehicles and valuable personal property.    

1. Populate your current retirement plan information and the percentages being contributed to 

the Roth and Traditional TSP plans. You will see that there are two columns, the left being the actual 

retirement plan numbers, and the right column is projected ς which allows you to plan for income 

changes or consider other scenarios.   

Hint:  The columns of actual and projected are found through the entire eFPW.  Use the actual for 

the current picture and the projected for changes.  

 

 
 

2. In the statement of Net Worth section, populate the assets and investments fields with your 

account balances. In the Real Estate section, find the value of your primary residence and any rental 

property owned, as well as the value of a vacation home, trailer, and time-share. In the Personal 

Property Section, find the value of your vehicles/motorcycle/boats ς list year/make/model in the 

Remarks. Estimate $1000 per room for furniture, appliances, and electronics. This prevents having to 

itemize and research each items value.  

Hint: Use websites like Realtor.com, Zillow.com or Redfin.com for home value estimates. Use 

websites like NADA.com, KBB.com or Edmunds.com for vehicle value estimates. 

3. Populate the liabilities you have ς loans, credit cards, advance/over payments, loans against 

your TSP. You can use the blank areas at the bottom of this section to add additional liabilities you 

may have. 

4. Add in the mortgage balance(s) due for your primary residence, rental property, or other real 

estate. 

5. Use the remarks section for any notes/reminders. 
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6. Once the fields are populated, the assets and liabilities will be totaled, and your net worth will 

be revealed ς in green if it is positive (more assets than liabilities) and red if it is negative (more 

liabilities than assets).  

 

7. If you have been referred to a Command Financial Specialist or Financial Counselor at your 

{ŜǊǾƛŎŜΩǎ CŀƳƛƭȅ wŜŀŘƛƴŜǎǎ /ŜƴǘŜǊ ŦƻǊ ŦƛƴŀƴŎƛŀƭ ŎƻǳƴǎŜƭƛƴƎ ƻǊ ǎŎǊŜŜƴƛƴƎΣ ŜƴǎǳǊŜ the completed eFPW 

is signed and dated by the counselor and the counselee. 

 

Income Tab 

1. Input Base Pay, Basic Allowance for Housing (BAH) and Basic Allowance for Subsistence 

(BAS) from your current end of month leave and earnings statement (LES) on the Income Tab. In 

the Remarks, identify the type of BAH (i.e. single, with dependents, OHA).  

 

Pro Tip: COAST GUARD use the area on the right of the Income Tab to enter all Payslip data. 

This will auto populate (be doubled) to capture your monthly totals. If your data is not doubling, 

open your master eFPW and start over.  

 

2. Input any special pays from LES or Payslip such as flight deck, sea, sub, etc. Identify any 

special pays in the Remarks.  

3. Input any allowances from your LES or Payslip such as family separation, clothing allowance, 

COLA, etc. Identify any special allowances in the Remarks. 

 

Pro Tip: Refer to Financial Links Tab to find pays and entitlements information. 

 

Taxes/FICA/AFRH 

1. Include the Federal Taxes (FITW), FICA, State, and AFRH from your LES or Payslip in the 

actual and projected blocks provided. Input the dollar amounts in the corresponding blocks.  

Pro Tip:  When calculating taxes/FICA/AFRH in the projected column, use the resources in the 

Financial Links Tab to help estimate the changes in taxes  

2. In the Remarks, put the actual and projected filing status. 

3. Include the state identified on the LES or Payslip.  

4. Other Income after taxes **Add 2nd active section 

5. Enter manually the second active duty after-tax income if it does not auto populate from 

2nd Active Tab.   
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6. For each additional source of income, add up the source of weekly, bi-weekly or semi-

monthly income. Input the monthly net income amount into the corresponding blocks, according 

to its income source.   

Deductions:   

1. Enter all allotments listed on the LES or Payslip in the Allotment Section. Identify all 
allotments in the Remarks. If you enter any allotments into the Deductions Section, be sure to 
account for those allotments somewhere else on the worksheet under Expenses Tab.  
Hint: $1,900 allotment for housing should be entered as mortgage/rent/PPV under Expenses Tab 

and a $50 allotment for Aid Society Loan should be entered on the Indebtedness Tab. 

 

 
 

2. Enter the meal deduction dollar amount. This should auto-populate to the Expenses Tab. If 

not, you will need to manually enter. 

3. For the remainder of the deductions, input them on the lines provided from your LES or 

Payslip. In the Remarks, add the coverage and end dates where appropriate.  

4. Manually enter the 2nd active total deductions if they do not auto-populate from the 2nd 

Active Tab.   

 

Expenses Tab 

1. On the Expenses Tab, enter your monthly savings and expenses. If you budget by making 

allocations from each paycheck, enter the budget amount in the 1st and/or 15th columns. 

Otherwise, enter the total in either the 1st or the 15th line; this will be totaled into the monthly 

column. The rows with gray fields are auto populated from the Income Tab. 

2. Ideally, 10% or more of your income will go toward savings and investments. Utilize the 

projected column to visualize the impact of increasing savings and investment amounts.  
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Hint: Row 12 shows the percentage you are setting aside. 

3. Enter your living expenses. Do not forget to account for non-regular expenses like birthdays, 

holidays, and annual dues. Look through past bank or credit card statements to total up those 

expenses, divide by 12, and set aside that amount on a monthly basis so that you are prepared for 

the expenses when the bills arrive.  

Hint: The blue sub-categories can be renamed to customize the fields.  

 

Pro Tip: If you entered allotments in the Deductions section on the Income Tab, be sure to account 

for the allotment here in the Expenses Tab. 

 

4. Once all the expenses have been entered, check the totals at the bottom of the page. Your 

living expenses ideally should be under 70% of your net income.  

Use the projected column to work through spending changes or to plan for an upcoming life-change.  

Hint: Do not project more than three months out. 

 

Indebtedness Tab 

1. Fill in the corresponding blocƪǎ ǘƻ ƛƴǇǳǘ ŎǊŜŘƛǘƻǊΩǎ ƴŀƳŜǎΣ ǘȅǇŜ ƻŦ ŎǊŜŘƛǘΣ ǊŜƳŀƛƴƛƴƎ ōŀƭŀƴŎŜΣ 

APR, and the minimum payment paid on the 1st and/or the 15th.  
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Hint: Check out the Financial Links Tab to find the debt elimination website that works best for 

you or use the imbedded My Debt Destroyer feature. 

 

Pro Tip: If you entered allotments in the Deductions section on the Income Tab, be sure to account 

for the allotment here in the Indebtedness Tab. Do not enter mortgage information on this page 

unless it is for a rental property or if you want to use the Debt Destroyer feature to include that 

debt. 

 

2. The estimated monthly payment column is strictly an estimate to give you an idea what the 

payment could be, should you not have your statement on-hand. Always pay at least the 

minimum amount required by your creditors as indicated on your monthly statements. 

 

Pro Tip: Focusing on paying down one debt at a time will decrease the amount of interest paid to 

the creditor and will decrease the time to become debt free. Utilize the Debt Destroyer Tab for 

guidance on considering the snowball or avalanche methods of debt repayment. 

 

3. Enter the credit limit granted by your creditors. This will auto-populate your credit 

utilization, or your percentage of credit used.  

Hint: Credit utilization above 30% will negatively influence your credit score. 

4. Use the Remarks to state delinquent accounts, collection accounts, disputed accounts, etc. 

 

Cash Flow Summary: 

 

1. This section provides a snapshot of your financial situation, including your debt-to-income 

ratio and whether there is a surplus or deficit. 
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2. If there is a deficit, verify your calculations. If there is still a deficit, consider three ways 

things to improve your financial situation. Increase your income, decrease your living expenses, or 

decrease your debts. Show changes in the projected column.    

 

Debt-to-Income Ratio:  

 

1. Take your monthly Net Income and divide it by 70%, 20%, and 10% as follows: 

A. 70% - Total monthly living expenses (includes mortgage or rent) 

B. 20% - Total debt obligations 

C. 10% - Applied toward savings goals  

 

2. This quick check will help you stay on track and meet your financial goals. 

3. Your debt-to-income ratio should be less than 20%.  

Hint: If you have no debt, then apply more toward savings goals. 

 

Financial Health Assessment Tab 
The Financial Health Assessment Tab of the eFPW is the wrap up, using data from the prior tabs in 

the worksheet. The top section highlights key information found in each tab, creating an easy-to-

read summarization breaking down of your financial picture. 








































































































































































































